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Results

• Variations in reported patient experience exist between Lehigh
Valley Physician Group (LVPG) medical practices
• Surgical institute identified the need to investigate factors
influencing exceptional patient experiences
• Difference in patient experience measured using net promoter
score (NPS) in addition to other National Research Company (NRC)
survey responses
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Introduction

Methods
Developed criteria for
performance identification

Analyzed NRC data to identify
top performers

• Criteria:
– Data from June 1st, 2021, to
May 31st, 2022, used
– Top performing practices and
specialties identified using 90th
percentile
– Top performing providers
identified using 95th percentile

• Analysis:
Interviewed identified practices
and providers to gain insights

– Top 3 specialties
– Top 5 practices
– Top 10 providers

• Discussion

– Patients care more about trust with provider rather than
factors such as appointment scheduling and wait time
– Support staff are just as important to patient experience as
the provider
– Theme of patient-centered care present in all interviews

Trust provider w/ care
Provider listened
Got enough info re: treatment

• Limitations

Easy to Understand
Were staff helpful
0

Objectives
• Identify top performing LVPG practices and providers using NRC
data to gain insights useful in improving LVPG patient experience
• Develop criteria for custom report for identifying top performing
practices and providers

Discussion & Limitations
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– Only analyzed medical practice question set for LVPG surgery
– Limited interview sample size (N = 9)

Correlation Coefficient

Conclusions

Figure 1. The correlation of individual NRC medical practice survey questions with the NPS from June 1st, 2021, to May 31st, 2022

Specialties

Providers

1. Burn

1. Wallace, Sean

2. Transplant

2. Boorse, Deborah

3. Plastic and Reconstructive

3. Harrison, T Daniel
4. Relles, Daniel

Table 1. A ranked list of surgical specialties who
scored in the 90th percentile on NRC medical
practice survey questions

Practices
1. LVH-Cedar Crest Burn Recovery
Center
2. LVPG Transplant Surgery - 1250
Cedar Crest
3. LVPG Plastic and Reconstructive
Surgery - Plaza Court
4. LVPG Concussion and Head Trauma
Program

“The average time between when a
patient starts talking and when their
physician interrupts them is 14
seconds. So, I try to be mindful of that
and not interrupt them even when I
have some follow up questions.”

5. Pollick, Amy
6. Loffredo, Samuel
7. Jones Sapienza, Sarah
8. Sensenig, Heidi Lynn
9. Liu, Patty

“And today, it might not be your loved
one, it may be somebody else's loved
one, but regardless, it is somebody's
loved one and treating patients as if
they are that person is important.”

10. Ivanov, Radoslav
Table 3. A ranked list of
surgical providers who scored
in the 95th percentile on NRC
medical practice survey
questions

5. LVPG General Bariatric and Trauma
Surgery - Muhlenberg
Table 2. A ranked list of medical practices who scored in the 90th percentile on NRC
medical practice survey questions

“It's a really different experience if
someone immediately greets you and
says, “Hello, I'm happy to see you”, or
“Welcome!” and say, “I'll be right with
you!”, then I'm okay to wait.”

Compassion
• Identified as
important in all
interviews
• Treating others,
the same as you
would a loved
one

Listening and
Taking Time
• Providers who
took time time
to thoroughly
explain and
listen actively
reported better
interactions

The ‘Radical
Welcome’
• Acknowledging
patients when they
enter
• Identified in
provider interviews
and patient
comments
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